Thomas J. Vilsack, Governor
Sally . Pederson, Lt. Governor

Mollie K. Anderson, Director
Paul F. Carlson, Chief Operating Officer

General Services Enterprise

RECAP OF GSE RATE REDUCTIONS/SAVINGS SUMMARY, 10.20.06

- . Reduction
Utility: Detail: Value: FY:
o 50% reduction from January 2006 through June 2006.
1 Purchasing $300,000 2006
5 Capitol Complex 37.6% reduction from February 2006 through June 2006.
Maintenance — Ankeny $60,000 2006
Surcharge
. . 26.2% reduction from February 2006 through June 2006.
3 Mail Services $100,000 2006
% reducti uary 2 :
4 Self-Insurance Fund 100% reduction from February 2006 through June 2006 $235,000 -
(] - 1 - 2
5 Purchasing 33% reduction from July 2006 through December 2006. $200,000 -
6 Purchasing 30% reduction from Navember 2006 through June 2007. $200,000 2007
Capitol Complex
7 Maintenance — Ankeny 6% reducton from November 2006 through June 2007. $38,000 2007
Labs (combined/one rate) ‘
] Fleet Management 10.4% reduction from November 2006 through June 2007, $41,000 2007
9 Mail Services 14.8% reduction {rom November 2006 through June 2007 492,000 2007
10 FYos Qveraﬂ Utility Rate Seven rates were reduced. $1,187,000 2008
Reductions
Utility Total: $2,453,000
Plus: Marketplace Rate
Reduction
Motor Pool mileage rates
will be reduced
by $.06/mile (17% Savings $170,000
reduction) from 2007
November 2006 through
June 2007
Plus: Leased Space
Savmgs {during lease Savings §4.333,306
tertn, i.e. over 3, 5 and up
to 10 years)*
GRAND TOTAL $6,956,3006

Hoover Building, Level A

Des Moines, lowa 50319

* See attached “Summary of FY2006 Lease Savings”

Phone (515) 281-3196

Updated: 10.20.06

Fax (515) 242-5974
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CHAPTER 10
CUSTCMER COUNCILS

11—10.1(8A) Definitions.

"Customer council” means a group responsible for overseeing operations with regard to a service
funded by fees paid by a governmental entity or subdivision receiving the service when the deparfment
of administrative services (DAS) has determined that DAS shall be the sole provider of that service.

“Departmemnt” means the department of administrative services (DAS) created by 2003 Towa Code
Supplement section 8A.102.

“Economies of scale” means mass purchasing of goods or services, which resulfs in lower average
costs,

“Large agency” means a state agency with more than 700 permanent employeés.

“Leadership function” means 2 service provided by the department and funded by a general ap-
propriation. Leadership functions typically relate to development of policy and standards and are ap-
propriate when standardization is required and the ultimate customer is the faxpayer.

“Marketplace seivice® means a service that the department is authorized to provide, but which gov-
ernmental entities may provide on their own or obtain from another provider of the service.

“Medium-sized agency” means a state agency with 70 to 700 permanent employees.

“Quorum ™ means the presence of no less than two-thirds of the members eligible to vote.

“Small agency” means a state agency with fewer than 70 permanent employees.

“Utility” means a service fimded by fees paid by the governmental entity receiving the service and
for which DAS is the sole provider of the service.

11—10.2(8A) Purpose. The purpose of this chapter is to establish DAS customer councils to oversee
opetations with regard to services provided when the department has determined that DAS shall be the
sole provider of a service and to ensure that the department meets the needs of affected governmental
entities and subdivisions and those citizens served.

11—10.3(8A) Utility determination. Services for which the department has determined that DAS
shall be the sole provider are designated “utilities” as part of enfreprenevrial management in Iowa state
govermment. Customers may choose the amonnt of service they purchase, but must buy from the single
source, Utilities are those services for which a monopoly structure makes sense due to economies of
scale. The process for determining whether the department shall be the sole provider of a service shall
include consideration of economic factors, input from customer councils and input from upper levels
of the executive branch.

11—10.4(8A) Customer councils established. Inn order to ensure that DAS utilities provide effective,
efficient, and high-quality services that benefit governmental entities and the citizens they serve, this
chapter establishes the following customer councils: general services, human resovrces, and informa-
tion technelogy.
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11---10.5(84) Customer eounci] membership. DAS customer council membership shall consist of
nine state agency representztives, a judicial branch representative overseeing DAS services provided
to the judicial branch, a legisiztive branch representative overseeing DAS services provided to the leg-
islative branch, a representative from the public, a representative from 2 union representing state em-
ployees, and nonvoting ex-officio members.

10.5(1) Method of appointment of members.

o Executive branch ogency representation. Each customer council will include three members
from large agencies, three members from medivm-sized agencies and three members from small agen-
cies.

(1) Selection. The individual nominated by an agency to become a customer council member
shall be the individual the agency determines is most appropriate to provide guidance. Each agency
may nominate one representative for a customer council. The directors or directors® designees from
their respective large, medium-sized, or small agency groups shall select customer council members
from the representatives nominated by the agencies in that group.

{2) Review. The directors or directors’ designees from each agency size group shall review repre-
sentation on each customer council prior to August 1 of each year for the terms ending August 31 of
that year and select customer council members as in subparagraph (1) to £ill vacancies cgused by ex-
pired terms, The directors or directors’ designees shall use the process in subparagraph (1) to fill an
execuiive branch customer council position that becomes vacant before the end of the term. This ac-
tion shall occur by the end of the month following the month in which the vacancy ccomrred. An
ageney may provide representatives to fill no more than one position on a customer council at one time.
The department will periodically review the definition of large, medium-sized and small agencies
based on the mumber of permanent employees of the egencies in lowa state government and make ad-
justments abcordingly.

b, Legislative and judicial brcmch representation. If the service to be provided may also be pro-
vided to the judicial branch and legislative branch, then the chief justice of the supreme court and the
legislative council may, in their discretion, sach appoint a member to the applicable customer council.

c.  Additional members. A member of the public and a member of a union representing state em-
ployees involved in providing services overseen by the council shall be selected before the customer
council’s secend meeting after July 1, 2003, by the agency directors or their designees. Subsequently,
the agency directors or their designees shall make thess selections prior to Angust 1 of the year the term
expires. The directors or directors’ designees shall select the member of the public or the union repre-
sentative to fill the respective customer counci] position that becomes vacant before the end of the
term, This action shall oceur by the end of the month following thf: month in which the vacancy oc-
curred.

d. Ex-officio member(s). Ex-officioc members shall not vote on the proceedings of the customer
councils for which they have been selected, but shall provide inpitt to the council based on their area of
expertise. Each ex-officio memiber shall be approved by a majority of the voting members of the re-
spective customer council. An ex-officio member may be recommended to the customer council by:

(1) A group representing agencies using a service overssen by the council, and

{2) Any other group approved by the customer council,

10.5(2) Membership changes. Asutility services and customer groups change, customer couneils
may add members to provide for equitable representation.
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10.5(3) Term of membership. Bach member will serve a three-year term; however, to ensure conti-
nuity of council fnctions, the first term for one representative of the large agencies, one representative
of the medium-sized agencies, and one representative of the small agencies, and for the public member
will be a two-year termn; and one member from each agency size group and the union member will start
with a four-vear term. The agencies filling the initial two-year and four-year terms shall be selected by
a vote of the members from agencies n each respective size group.

a.  Initial membership terms shall begin on Fuly 1, 2003, Beginning in 2005, membership terms
shall begin on September 1.

b.  Bach customer council member serving on June 30, 2005, shall have the member’s term ex-
tended by two months, ending on August 31 of the year in which the ferm expires.

11—10.6(8A) Organization of customer council. The operations of the customer coimcils shall be
govermned by a set of bylaws as adopted by each council. Bylaws shall address the {ollowing issues.

10.6(1) Member participation. Bach member is expected to attend and actively participate in
meetings. Participation will include requesting input and support from the group each member repre-
sents.

a.  Substitutes for members absent from meetings will not be allowed; however, members may
attend by telephone or other electronic means approved by the customer council. :

b Upon the approval of the customer council, an alternate member may be selected by an agency,
group or union that provides a representative to that custorner council to participate in customer coun-
cil meetings and vote in place of the representative when the representative is unable to participate.

10.6(2) Voring. A guorum is required for a customer council vote.

a.  Eligible members may vote on all issues bronght before the group for a vete. Members may be
present to vote during a meeting in person, by telephone or other electronic means approved by the
customer council.

b, Bach member, other than the ex-officio members, has one vote. Deslgnated alternates may
only vote in the absence of the representative from their organization. A simple majority of the mem-
bers voting shall determine the ontcome of the issue being voted upon.

¢.  Customer council bylaws may be amended by a simple majority vote of all members.

10.6(3) Officers. The elected officers of each customer council shall be the chairperson and vice
chairperson. Officers shall be elected at the first meeting after September 1 each year by a simple ma-
jority of the voting members present and may be removed by a simple majority of the voting members
present.

10.6(4) Duties of officers.

a.  The ehairperson shall preside af all meetings of the customer council.

b.  The vice chairperson shall assist the chairperson in the discharge of the chairperson’s duties as
requested and, in the absence or inability of the chairperson to act, shall perform the chairperson’s du-
fies,

10.6(5) Comunirtees.

a.  The chairperson may authorize or dissolve committees as necessary to mest the needs of a cus-
tomer council.

b.  Members of a customer council and individuals who are not members of a customer council
may be appointed by the chairperson to serve on commiifees.

¢.  Committees shall provide feedback to the chairperson and the customer council at the conn-
cil’'s request.

4 Committees shall meet, discuss, study and resclve assigned issues as needed.
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10.6(6) Administration. DAS shall provide staff support to assist the chairperson with the follow-
ing administrative functions: '

a. Keeping the official current and complete hooks and records of the decisions, members, ac-
tions and obligations of the customer councils;

5. Coordinating meeting notices and locations, keeping a record of names and addresses, includ-
ing E-mail addresses, of the members of the customer councils; and

c.  Taking notes at the meetings and producing minutes that will be distributed to all members.

Custorner council booles and records are subjact to the cpen records law as specified in Towa Code
chapter 22.

10.6(7) Meetings. Customer council meetings are subject to the open meetings law as specified in
lowa Code chapter 21, Customer councils are responsible for the foliowing:

a.  Determining the frequency and time of their meetings.

b.  Soliciting agenda iterns from the members in advance of an upcoming meeting,

¢, Sending electronic nofice of meetings, mcluding date, time and lecation of the meeting, af least
one week prior to the meeting date.

d  Providing an agenda, including those items requiring action, prior to the meeting. The agenda
should also include any information necessary for discussicn at the upcoming meeting,

e.  Conducting meetings using the most recent version of Robert’s Rules of Order, revised.

11—10.7(8A) Fowers and duiies of customer council.

10.7(1) Approval of business plans. The customer coungil shall, on an annual basis, review and
recommend action on business plans submitted by the department for performance of' the services the
customer colneil oversees. Business plans shall include levels of service, service options, iirvestment
plans, and ¢ther information.

10.7(2) Complaint resolution. The customer council shall approve the internal procedure for reso-
lution of complaints concerning the utility services provided by DAS. The procedure shall inciude, ata
minimum, the following provisions:

a. A definition of “comp!laint,” which shall convey that this resolution process does not take the
plece of any other formal complaint, grisvance or appeal process required by statute or rule.

b. A designation of one or more employees responsible for receiving and recording complaints.

c.  Receipt and resolution of cornplaints by the area of the department providing the service.

d. Standards for prompt complaint resolution.

e, Provisions to aggregate, analyze and communicate issnes and outcomes in a manner that con-
tributes to overall organizational improvement. '

/. Identification of the director’s decision as the final sfep in the process.

10.7(3) Rate setting. The custorner council shall approve the procedure for setfing rates for the
services that the customer council oversees and the resulting rates. Rates shall be established no later
than September 1 of the year preceding the rate change.

10.7(4) Biemnial review. Bvery two years the appropriate customer council shall review the deci-
sion made by the department that DAS be the sole provider of a service and make recommendations
regarding that decision.

11—10.8(8A) Customer input. The department shall establish procedures to provide for the accep-
tance of input from affected governmental entities. Input may take various forms, such as unsolicited
comuments, response to structured surveys, or an annual report oa service requirements.
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11—10.9(8A) Annual service Hsting. The department shall annually prepare a listing separately
identifying services determined by the department o be leadership functions, marketplace services,
and utilities. The listing shall be completed no later than September 1 of the fiscal year preceding the
proposed effective date of the change,
These mles are intended to implement 2003 lowa Code Supplenment section 8A.121,
[Filed emergency 6/27/03—published 7/23/03, effective 7/1/03]
[Filed 8/29/03, Notice 7/23/03—published 9/17/03, effective 10/22/03]
[Filed emergency 10/7/04—published 10/27/04, effective 10/11/04]
[Filed emergency 2/9/05 after Notice 1/5/05—vpublished 3/2/05, effective 2/10/05]

CHAPTERS 11to 19
Reserved



Department of Administrative Services (DAS)
General Services Customer Councii Bylaws

ARTICLE 1. NAME ,
The name of this council shall be the General Services Enterprise Customer Council,
hereafter referred to as GSE Customer Cauncil.

ARTICLE 2. PURPOSE

The GSE Customer Council acts as a governing board for those services that have been
designated as "utilities" in the development of entrepreneurial management in lowa state
government.

In its capacity as a governing board, the Customer Council will ensure that utility services
provide effective and efficient quality service that benefits customer departmenis and the
citizens they serve.

More specifically, the Customer Council:

1. Approves level of utility service;

2. Reviews and comments on the provider's customer satisfaction data and information,

3. Gathers its own customer inpuf, as desired; -

4. Approves general service level agreement boilerplate terms, inctuding service standards
and redress mechanisms;

5. Review and approve financial statement and business plan for utility services;

6. Approves rates and prices; and ,

7. Advises GSE leadership on related issuss as reguested.

ARTICLE 3. GUIDING PRINCIPLES

The GSE Customer Council members will strive {o:
. Conduct themselves as professionals;

. Treat each other respectfully;

. Work to develop mutual trust;

. Practice active listening;

. Openly share opinions and expertise,

. Work for the common good of the enterprise,;

. Strive for quality decisions within timeframes provided;
. Consider the needs of the customer first;

. Evaluate the Council's effectiveness;

oo~ bhwWN =

Provide GSE information on all data collected.

ARTICLE 4. MEMBERSHIP

Section 1, GSE Customer Council membership shall consist of ona (1) public member, one
(1) union representative, nine (9) state agency representative members, and Ex-officio
nonvoting member(s) as deemed appropriate by the council. Also a Judicial branch member
will be requested if services are provided to the Judicial branch and a Legislative branch
member will be requested, if services are provided to the Legislative branch..

Section 2. The nine (9) state agency representatives will consist of three individuals from
large agencies (greater than seven hundred (700) employees), three individuals from
medium sized agencies (with the number of employees between seventy (70) and seven
hundred {700), and three individuals from small agencies (less than seventy (70)
employees).



Section 3. Stafe agency members will participate in the council by requesting input and
support from the group they represent.

Section 4. Members will serve three-year terms. The agencies filling the initial 12-month
terms shall ba selected by vote of the agencies in each respective size group. However,
initial terms will be staggered to insure continuity. The initial terms for one representative
from a large agency, one representative from a medium agency, one representative from a
smail agency and the pubic representative will be two years; the initial terms forone
representative from @ large agency, one representative from a medium agency, one
representative from a small agency and the Judicial and Legisiative representatives will be
three years: and the initial term for one representative from a large agency, one
representative from a medium agency, one representative from a small agency and the
union representative will be four years. Initial membership terms shall begin July 1, 2003.

Section 5. Members may attend by telephone aor other elecironic means.

Section 6. Members who are present shall be eligible to vote on all issues brought before
the group for a vote. Members may vote during a meeting by telephone or other electronic
means.

Section 7. Each member is expected to attend and actively participate in meetings.

Secftion 8. The?DAS GSE shall provide a staff person to take notes at the meetings and
produce minutes that will be distributed to all members, and will provide other staff
assistance to the council as requested by the council.

ARTICLE 5. OFFICERS AND STAFF
Section 1. The elected officers of the GSE Customer Council shall be the chairperson and
vice chairperson.

Section 2. Officers shal! be elected by a simple majority (50% + 1) of the voting members
present at the GSE Customer Council and may be removed by a simple majority vote of the
members present of the GSE Customer Council.

ARTICLE 6. DUTIES OF OFFICERS
Section 1. The chairperson shall preside at all meetings of the GSE Customer Council.

Section 2. The chairperson shall review and approve agendas before distribution to
members.

Section 3. The vice chairperson will assist the chairperson in the discharge of the
chairperson’s duties as requested and, in the absence or inability of the chairperson to act,
shall perform the chairperson’s duties.

ARTICLE 7. COMMITTEES
Section 1. Chair may authorize or dissolve committees as needed to complete the charter of
the GSE Customer Council.

Saction 2. [ndividuals who are members of the GSE Customer Council and individuals who
are not members of GSE Customer Council may be appointed by the chairperson to serve
on commiilees.




Section 3. Committees shall organize themselves to be effective.

Section 4. Committees shall provide feedback to the chairperson and GSE Customer
Council af the council's request.

Section 5. Comrmittees shall meet, discuss, study and/or make recommendations on
assigned issues as needed.

ARTICLE 8. MEETINGS
Section 1. GSE Customer Council shall determine frequency and time of meetings.

Section 2. Agenda items shall be solicited from the members in advance of an upcoming
meeting.

Section 3. Notice of meetings, including date, time and location of the meeting, shall be sent
electronically five (5) business days prior to the meeting date.

Section 4. An agenda, including those items requiring action, shall be provided not less than
five (5) business days prior to the meeting to council members and customers. The agenda

should also include any information necessary for discussion at the upcoming meeting.

Section 5. A quorum is a majority of voting members present.

Section 8. Customer council meetings are subject to the open meeting law as specified in
lowa Code chapter 21.

ARTICLE 9. VOTING
Section 1. Each member has one vote. A simple majority of the members voting shall
determine the outcome of the issue being voted upon.

Section 2. GSE Customer Council bylaws may be amended by a simple majority vote of all
members.

Section 3. Members who are present shall be eligible to vote on all issues brought before
the group for a vote. Members may vote during a meeting by telephone or other electronic
means. ‘

Section 4. When Council votes on such matters as the minutes, business plans, and
internal workings of the Council, votes to be done by a group voice vote. |f the chair is then
in doubt or if a member requests a show of hands, the vote can be retaken in that fashion.
"Np" votes would be recorded for the minutes.

Section 5. For rate setting and other issues that have a greater impact on customer
agencies, voting to be done by roll call voice vote.

ARTICLE 10. ADMINISTRATION

Section 1. The GSE Chief Operating Officer, in conjunction with the chairperson, shall keep
the official current and complete books and records of the decisions, mambers, actions,
meeting minutes, and obligations of the GSE Customer Council.

Section 2. The GSE Chief Operating Officer will strive to inform customers of any customer



council decision effecting rates and services within five (5) business days.

Section 3. The chairperson shall coordinate mesting notices and locations, and shall keep a
record of names and addresses, including E-mail addresses, of the members of the GSE
Customer Council.

Section 4. Any member of the GSE Customer Council may inspect all books and records for
good purposes at a reascnable time and location.

ARTICLE 11, PARLIAMENTARY PROCEDURE
Section 1. Meetings should be conducted using Robert's Rules of Order (Revised).

Section 2. The chairperson may elect to use the vice chairperson as parliamentarian.




